Annexure "K 1 


Western Cape: Cape Wlntrtands District Mun)clpal?ty|DC2) - Schedule of Service Delivery Standards 


Description 

Standard 


Premise baud removal (Realdentia] Frequency) 

Premise based removal (Business Frequency) 

Bulk Removal (Frequency) 

Removal Bags provtdadOrWNo) 

Garden refuoe removal Included (YeelNo) 

Streel Cleaning Frequency m CBD 

Street Clear dig Frequency In areas excluding CBD 

How aooo are pubAc areas denied after events (24houraf4atiDuraAorger) 

Clearing of Segal dumping (24hourV4ahounAmger} 

Recyckng or environ menially friendly prect)ces(Yes/No) 

Uoanoed landfll s*a(Yea/No) 


NA-DtSTWCTHUNICIPAUTY 

Water Sarvic* 


Water Dually nrtkig (Btue/GreerVBrownfNO drop) 

Is free water avalsble to ar (Alfonly to the Indigent consumers) 

Frequency of meter reading? (per month, per year) 

Are estdnated consumption cakxfated on actual consumption over (two month's/th rse monttfsAonger period) 

On average for how long does the munkXpafty use estimates before reverting beck to actual reerfnge? (months) 

Duration (hours) baton availability of meter b restored In cases of sendee Intamiptkm (complete tha sub questions) 

One service connection affected (number of hours) 

Up to 5 service oomeetton affected (rxjmber of hours) 

Up to 20 service connection affected (number of horn) 

Feeder pipe fcryer than 800mm (number of hours) 

What is the average minimum water flow In your munldpaBy? 

Do you practice arty environmental or ecartre resource protection activities as part of yrxr operators? (Yesfhlo) 

How long does It taka to replace teuily water meters? (days) 

Do you have a cathodic protection system In place that Is operational at We stage? (Yea/No) 

HA ■ DISTRICT HUNKIPAUTY 

Elaetrtdty Service 


IMral la your electricity aveilabilty percentage on average per month? 

Do yo«a murfdpadty have a ripple control In place that Is operational? (Yealhio) 

Here much do you estimate la the cost easing H uniting the ripple control system? 

Whal Is the frequency cl meters being read? (per month, per year) 

Are estimated consumption calculated at consumption over (two monttfarthree month-aAongar period) 

On average for how long dose die muttpafty use esilmatae before reverting back to actual reading.? (months) 

Diaadcn before evafatAy of electricity le reetored M care, of breakage, (Immedletelyfone (tayrtwo daysAonger) 

Are account! rxrrmrfly cakaSated on actual readings? (Yea/no) 

Do you practice any environmental or seance resource protection adMbes as pert of ymr operations? (Yea/No) 

How long does It taka to replace faulty matera? (days) 

Do you have a plan to prevent Hagai oormedlons and prevention of electricity Iheft? (YeafNo) 

How effective Is the action plan In cuittog Ine losses? (Good/Bad) 

Hmv soon does Ihe muntcqietty provide a quotation to a customer upon a mitten request? (days) 

How long does die municipality takes to provide electricity service where exlstmg Infrastructure can be used? (working days) 

How long does the munidpe&y takes to prmride etsetriety sendee for kxv voltage users when, network extension a not requVad? (working days) 

How long does the municlpaflty takes to provfde etactrfdty service tor high voltage users whare network extension Is not required? (wortrkig day.) 

HA - DISTRICT MUNICH 1 ALfTY 

Sewerage Ssrvlc* 


Are your pialBcalion system effective enough to pul water back In to the system elter purttfcation? 


To what extend do you subsidize you- Indgent coneumere? 

How tong does It taka to raetore sewerage breakages on average 

Severe overflow? (twurs) 

Sewer blocked pipes: Large pipes? (Horn) 

Sewer blocked pipes: SmaD pipes? (Hours) 

Spnags dearv-qp? (hours) 

Replacement of manhole covers? (Flours) 


S*rv«r.«3 

HA-DISTRICT MUHOPAUTr 




»8 Hours - Depends on the distance from 
he workshop 


8 Hours - Depends on the distance from 
ie workshop 

jj 

-8 Hours - Depends on the distance from 
ie workshop 

1 

8 Hours - Depends on the distance from 
he workshop 

Property valuations 


How tong does It taka on average from completion to the first scooted being Issued? (one monttvthree mondis or kxxier) 


Do you have any spaced raring properties? (Yee/No) 

NA-ownaaBUNdPALnY 

FteancMl Mennqmnmil 


Is there any change m die sttustlon of WWIthorieed end wasted expenditure over Bme7 (Decreasehncrease) 


Are die tlnandsl atatament outsources? (Yea/hlo) 01 

creese 

Are there CotexS adopted business process IsrocUng the How and manegemet of documentation fseding to Trial Balalnoo? - 


How long does It take for an Tax/tnvdce to be paid from the date k has been received? ^ 


Is there advance ptennkig from SCM uni Iktldng id departmental plans quaterty end Brmualy kidurflng for die next two to three years procurement plane? - 

JCdey. 



Reaction time on enquttes and requests? 


T»ne to respond to a verbal customar enquiry or request? {woridng days) lU 

wWnfldBys 

Time to respond to a twitton cuatomer enquiry or request? (wottoig days) ^ 

wUngctoys 

Time to resolve a customer enqtiry or request? (worktog day.) 

eoridngdeye J 

Whet penoentaga of calls are not answered? (5%,10% or more) 

•oridngdaye 

How long does « take to respond to volca mate? (hrxss) JJ. 

rate are answered 

Does tte rnurtdpaflty Have contra over locked enqtirtetf? (Y«UNo) ^ 


Is there a reduction In the numbarof comptatitsor not? (Yes/No) Hi 

--- CnJ 

How long does In take to open an account to a new oatomer? (1 dayf 2 days/ a week or longer) — 


H1A 




How many Umes does SCM UnH. CFO's Unit and Technical unit sit to review and rwotveSCM process delays other than normal monthly maneeemen! meetings? 

Informal reviewing sessions are held as delays occur 

Community safety and licensing services 

How long does R take to register a vehicle? (minutes) 

How long does It take to renew a vehicle license? (minutes) 

How long does 1 take to Issue e duplicate registration certifcate vehlde? (minutes) 

How long does It leke to doreglster e vehicle? (mlnulea) 

How long does • take to renew a drivers Tcortse? (minutes) 

Whet Is the average reaction time of die lira service to an Incident? (minutes) 

What is the average reaction 6me o 1 Ihe ambiance sendee to an hddent In the urban area? (minutes) 

What Is the average reaction tkne of the ambulance service to an ktcklent in the rural »ea? (minutes) 


NA - WSTWCT HUNKIPAUTY 

Economic tJevokiprnrnl 


How many economic development projects does the munldpalty drive? 

How many economic development programme ere deemed to be catalytic in creating an enabling anvtronmant to unlock key economic growth prefects? 

What percentage of the projects have created euslainabfe job security? 

Does the munietpafty have any Incentive plans in place to create an conducive anvtronmant for economic development? (Yw/No) 


5 _ 

5 

00% 

Ite “ 

Other Sendee delivery and communication 


is a WbnmBtlon package handed to the now custom or? (Yes/No) 


Yes 

Are customers treated In a profasstonal and humanly manner? (Yas/No) 

Ym 

Yss ~ - 


i 


Cm 

O 

ON 




